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Commission’s Secretary

Office of the Secretary

Federal Communications Commission
445 12" Street, SW

Washington D.C. 20554

Ref: CG Docket No. 02-278
Rules and regulations implementing the Telephone Consumer Protection Act of 1991

As one of the top 10 teleservices agency in the U.S., TeleperformancelSA would like to submit our
comments regarding the FCC’s Further Notice of Proposed Rulemaking relative to the TCPA.

We continue to oppose the revisions of the Telemarketing Sales Rule recently made by the FTC.

As currently formulated, the FTC rules are about to have a devastating impact on our industry, the jobs
that it produces and our economy as a whole—with little perceived benefit to consumers, given that the
measures will not eliminate the concerns raised.

In support of the FCC'’s mission, we would like to suggest 5 modifications to the specific FTC rules that
we believe will at least help mitigate the negative impact to business while maintaining the introduction
of measures 1o reduce the annoyance factor to consumers. Each measure adopted will save business,
jobs, revenues, taxes and stock values.

Your consideration is appreciated.

Respectfully,

Teleporfo , ance USA
220 North. 2200 West
ake City, UT 84116
Tel (801) 359-8309
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Teleperformance USA’s Proposed Modifications to the Current FTC Rule

1.) Current Do Not Call Process

Proposed Modification: Keep the current national list:managed by the Direct Marketirig
Association {DMA) with legislation developed to overcome the gaps that have aggravated
consumers’ concems.

Gaps:
1.) itis not obligatory for all companies to use the DMA list->close the gaps

2.) many types of telemarketing or users are exempt, consumers do not always understand this
and become irate although the telemarketing company has adhered to every regulatory
guideline=>improve consumer awareness on how to overcome this by use of company-
specific lists

3.) deployment of the Nat'l DNC list will cause confusion and even higher levels of frustration
among consumers who expect that it will end all telemarketing calls, when in fact, it will not
due to many exemptions and jurisdiction gaps—>create consistent rules across all industries,
improve consumer awareness and remove the abandon message requirement which will
become more irritating to consumers than delayed or dead air calls

Basis: Every legitimate company in the teleservices industry rigorously applies the DMA DNC list,
state DNC lists and individual company DNC lists. For agencies, a fourth, in-house list is also
produced and used in on-going scrub processes.  Although there are many lists, the processes
are well in place to apply them—this is not a burden to industry.

Consumer Benefit: Further, it gives consumers flexibility in selecting who they wish to have
contact them on a company-by-company basis and 3 options to ensure that all non-exempt
companies contact them (ie., the State, DMA list and telemarketing agency DNC lists).

Economic Benefit: Savings of $18 million to implement effectively the same list. Resources and
costs associated with attempting to coordinate state run and a national list are saved.

2.} National Do Not Call List

reduce renewal period for

consumers from 5 years to 1 year.

Basis: Consumers will forget they ever signed up. Annual renewals give them an opportunity to
reconsider and reassert their desires. Accuracy of managing disconnected and changed phone
numbers is greatly improved, avoiding incorrect suppressions of the marketplace.

Economic Benefit: The marketplace will remain open and viable for companies and their products
that depend on this sales channel. Significant unemployment will be avoided.

Economic Impact of Current Rule: Under the 5 year renewal scenario, the marketpiace is
anticipated to contract as much as 60% in very short order. This contraction then becomes fixed for
5 years—company product and growth planning for many product lines will stop and/for be
significantly curtailed. Significant unemployment will naturally follow.
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3.) Abandon % Level

Proposed Medification:  Limit the percentage of abandon calls:within the safe harbor to 5% from
3% b :
Negative Economic Impact of the Current Limit: A 3% Maximum Abandon Rate is an unreasonable
target for any predictive dialing technology. Based on operational assessments performed by ourselves and
select vendors of this technology, the efficiency and productivity of teiemarketing

organizations will plummet an estimated minimum of 30%. This in turn would require these firms to
raise prices by 30% or more to be in a position to maintain the viability of their current business
operations.

Economic Benefit of Proposed Modification: Efficiencies of the predictive dialers in place today
can continue to be leveraged without requiring major re-tocling and replacement investments or
prompting choices to discontinue this activity.

Consumer Benefit of the Proposed Modification: A greater number of competitive product offerings
will survive. Consumers will see reduced abandons as the industry aligns to a first-time restriction
of 5% and not endure the ramifications of industry job losses to the economy.

4.) Roestriction on Predictive Dialers (Abandon %)

Basis: What is important to understand on this topic is that the nature of calling generates natural
and on-going variances in the abandon % caused by the variances in telemarketing lists and the
dynamics involved in reaching consumers. As such, to leverage the productivity of the predictive
dialing equipment, the abandon % always varies minute-by-minute and hour-by-hour throughout the
course of calling in a day.

Issue; An abandon % measured by day is too problematic for at least two specific scenarios:

i. Lists that are called for a very short period of time in a day that might need to
be discontinued (for example, when a list is performing poorly) and the choice
to stop calling becomes dictated more on ensuring the abandonment target
rate is met, rather than business considerations.

ii. System downtime which occurs from time-to-time, could result in preventing
further calling on campaigns where the % happens to have been over 3%
when interrupted.

Consumer Benefit: Reduced abandon calls, while avoiding negative impact to the economy due to
job losses.

Economic Benefit: Productivity achieved by predictive dialers will not be unreasonably restricted
thus allowing more product offerings to survive the tighter retum on investment models.
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5.) Abandon Definition

RBequire connection to a

n of a recorded message
o consumers as.a part of

yet-allow live agenits to interrupt t
the safe harbor provision.

Consumer Benefit: The ‘dead air’ annoyance is effectively eliminated and is not simply replaced by
an annoying recorded message which we believe will aggravate consumers more.

Economic Benefit: This would provide significant flexibility in managing the dialer and greater ease
at meeting the % target. Productivity will be saved which translates to saving the return on
investment models of many product offers. Revenues, corporate taxes, stock values and jobs are
preserved. Unemployment costs, lost corporate and personal taxes are avoided.

On behalf of the senior management team, thank you for considering our suggested modifications.

ice Presidemt Quality Assurance
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Julie Loppe-Peyrin
Executive Vice President Quality Assurance

leperformance USA

bt GLOBAL TELEMARKETING & TELESERVICES SOLUTIONS

Teleperformance USA

176 North 2200 West

Salt Lake City, UT 84116

Telephone: (B01) 359-6843

Fax: (801) 359-6855

E-mail: julielp@telepeiformanceusa.com
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At Teleperformance USA, our goal is to help you sell
better, serve better and understand better - enabling
you to increase the lifetime value of your customers.

Teleperformance USA

in the 10 years since it was founded, Teleperformance USA has grown to become one of the largest contact center
outsourcers in the U.S. market. The company was ranked in the teleservices industry Top 50* in its first year of
operation, the youngest company ever to achieve this status. It has also won recognition as one of the fastest-
growing teleservices agencies in the United States while maintaining its reputation as a quality-driven, client-
focused outsourcing partner.

The company was set up and continues to be managed by a stable
and committed team of seasoned industry professionals led by
Dominic Dato, CEQ. These experts remain actively invoived in
managing growth and the ongoing success of client programs.

Teleperformance USA is part of the SR. Teleperformance Group, a
worldwide leader in outsourced CRM solutions with worldwide
revenues of nearly $1 billion.

* As ranked by Customer Inter@ction Solutions ‘magazine. Teleperformance USA
currently ranks as the #4 outbound and #13 inbound agency in the United States.

Qutbound Services

Inbound . Teleperformance USA provides full-service inbound and outbound teleservices via
IVR / Interactive integrated processes tailored to meet the needs of each of its clients. The
. company has industry-specific experience across a range of business sectors
E-mail / Web company y-sp P g
including:
® Einal?cial Services: experience of most program types - certified by virtually all major
ANKS

Acquisition

@ Insurance Services: 500 licensed agents, over 25,000 appointments with 10 major insurers

ACtivatlon @ Direct Response: catalog, internet sales and customer servicing experience with national

retailers, catalogers and e-commerce leaders
Catalog Orders

CTOSS Se” / Up Se” @ Telecommunications: long distance, local, wireless, cable and ISP programs

Customer Service Teleperformance USA's model for Quality Assurance in production and servicing
Help Desk was certified 1ISO9002 in September 1999. The company is also implementing Six
P Sigma as a means of further improving the service offered to its clients.

® Travel Sector: reservation services, frequent flyer and affinity programs

Retention



A Worldwide Footprint

(/SA: Teleperformance USA operates 4,100 workstations from 39
call centers across the Mountain West, Midwest, and Eastern
regions of the United States, as well as from multiple offshore
locations. Together these centers offer a production capacity of
1.2 million hours per month.

Offshore: With centers in Canada, Mexico, the Philippines, India and Argentina, Teleperformance USA offers its clients
an unparalieled range of 'delocalized’ customer management options for both Spanish and English speaking
customer programs. All offshore programs are managed through a centralized relationship and systems
infrastructure, including U.S.-based data processing, QA verification, reporting and transmissions which together
ensure that U.S. compliance and quality standards are met.

International: As a member of the SR.Teleperformance Group, i
Teleperformance USA forms part of a worldwide network of contact centers
stretching across 29 countries in 5 continents. This global reach enables it
to offer its clients truly global customer management solutions.
SR.Teleperformance is currently ranked by Customer Inter@ction
Solutions ™ as the #1 Outbound and #3 inbound contact center outsourcer
worldwide .

Technology

Teleperformance USA's network is designed to handle any combination of
inbound or outbound, sales or service type activities. All core processes are
managed centrally from the corporate offices in Salt Lake City, an approach
which provides great flexibility for managing capacity and agent skill
strengths. All workstations are capable of full blending, enabling the
company to maximize operational efficiency.

Teleperformance USA offers a centralized platform and capabilities across
all centers built around the following technological infrastructure:

- Avaya (Lucent) G3r

- EIS/CCAI (Call Center Architecture integration)

- Noble Systems

- ESP™ patented technology _

- Periphonics IVR by Nortel Automotive

- Informix .

- e-Share (NetAgent) Banklng

- SQL Server Clubs and

- Microsoft Back Office .

- Custom, secured, web-based applications Membershi Ps

Consumer Goods

Teleperformance USA offers a unique Financial Services
combination of industry-specific expertise, Insurance
operational efficiency and geographical ISP / Broadband

coverage. Use it to your advantage - find out i3l
how Teleperformance USA can customize a Technology
call center solution for you. Telecommunications

Travel




Offshore Network
Canada . Argentina . Mexico . India . Philippines

International Network
Australia . Austria . Belgium . Brazil . Denmark
Dominican Republic . Finland . France . Germany
Greece . ltaly . Korea . Lebanon . Netherlands
Norway . Portugal . Singapore . Spain . Sweden
Switzerland . Tunisia . United Kingdom . Uruguay

‘ ?‘“&\ Teleperformance USA
%\ 176 North, 2200 West
‘ Salt Lake City, UT 84116
www.teleperformanceusa.com

sales@teleperformanceusa.com
800.431.5101



